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Penelitian ini bertujuan untuk menganalisis pengaruh elemen bauran pemasaran jasa terhadap kepuasan konsumen serta dampaknya
pada loyalitas konsumen warung kopi di Banda Aceh. Elemen bauran pemasaran jasa yang dimaksudkan terdiri dari people,
physical evidence dan process. Data dikumpulkan dengan cara mendistribusikan kuesioner kepada 213 orang konsumen dari 17
warung kopi di Banda Aceh. Kemudian data dianalisis dengan menggunakan peralatan statistik structural equation model
(SEM)-AMOS. Penelitian menemukan bahwa people, physical evidence dan process berpengaruh positif dan signifikan terhadap
kepuasan dan loyalitas konsumen warung kopi. Kepuasan memediasi pengaruh tiga variabel eksogen tersebut terhadap loyalitas
konsumen. Efek mediasi yang dimaksudkan adalah parsial mediasi.
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The study aims to investigate the effect of the element of services marketing mix on customerâ€™s satisfaction and it impact on
customer loyalty of Coffee shop in Banda Aceh. The element of services marketing mix is consist of people, physical evidence and
process. The data collection is conducted by distributing the questionnaire to 213 customers of the Coffee shop in Banda Aceh.
Then, the data was analyzed by statistical means of structural equation model (SEM)-AMOS. The study found that the people,
physical evidence and process have a positive and significant effect on the customerâ€™s satisfaction and loyalty. The
customerâ€™s satisfaction mediates the effect of the three exogenous variable on customerâ€™s loyalty. The mediation effect is a
partial mediating.
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